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Abstract 
 
 The research aimed to study 1) the social and economic features of the customers of Thai 
Military Bank Public Company Limited (TMB), Satun Branch 2) the features of TMB customersd 
financial service application 3) satisfactions and factors affecting the customersd satisfaction on 
financial services provided by TMB and 4) problems, threats, and suggestions on financial 
services provided by TMB, Satun Branch. The data was collected from 120 active customers 
having deposit with TMB, Satun Branch. The descriptive statistics and Chi t Square χ2 were 
implemented. 
 The results revealed as details. Most of TMB customers were male, 54.2%, with the 
average age 38 years old. The customers were married, 52.4% and 74.2% of them were 
Buddhists. The customers, 45.8%, were bachelor degree educated or higher. Most of the 
customers, 63.3%, had their hometown in Muang District, and 42.5% of them have their offices 
locating in Satun Municipality. The customers were company employees, 35.8%. The average 
personal and household incomes were 23,000 and 56,500 baht respectively. The average 
household expense was 17,540 baht. The average debt amount was 9,700 baht. 
 In average, 2 household members were TMB customers, Satun Branch. The average 
number of saving account was 2 account each household. The reasons why the customers use 
TMB services were as details. The bank officers friendly served the customers, 63.3%. The 
period of being TMB customers was not over 5 years. The frequency of service access was 1-2 
times a week, 36.7%, and the service period was less than 10 minutes. The majorities perceived 
the bank information via television broadcasting, 87.5%, and bank officers, 70.8%. All of the 
customers used the services as deposit, withdrawal, and transfer. The deposits were normally 
saving money, 99.2%. The customers, 91.7%, hold saving accounts together with ATM cards 
(6) 
which was classified as no limit card, 73.3%. The services were goods and service payment. The 
payment for mobile service was 48.4% while the payment for life and risk insurance was 20.0%.     
 TMB customers, Satun Branch were satisfied with the financial services in the high 
level. The aspects were listed as following. The records in the book banks were precise and 
accurate. The services provided by ATM machines were swift. The bank officers actively served 
the customers with modest and clear explanation. The transaction documents were always ready. 
The seats were adequately available with provide drinking water. Meanwhile, the customers' 
satisfaction in the moderate level was only the convenience on parking lots.   
 In view of social and economic factors, sex and career of the customers related to the 
customers' satisfactions on the service officers with statistically significance at α = 0.05. 
However, the customersd behavior factors did not relate to the customersd satisfactions on the 
financial service.  
 Problems and threats on financial service application were as details. In view of the bank 
products and leaflets were difficult to understand. In view of the officers' performance, few tellers 
were on duty. In view of the place, parking lots were limited. The customers raised the 
suggestions as following. The numbers of service officers to be on duty should be increased. The 
parking lots should be adequately provided. The automatic queuing system should be 
implemented. The staffs should be trained for knowledge enhancement. Finally, the leaflets 
should be verified before launching.  
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(	77 
475 ( !+ 107 +  0###- '!	 2,032  0# 	73/?

#-#
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1 ) 1 '.
3.6+
$) 
6  	 31   6.$. 2552 	 601,379 / 1 , 6
51#.3
1 64(#)  
 1 ) 	$ +
61' .7 
	$ (Vision) 
 ?,/!33/ 	'  
 61' (Mission) 
1) / 	613/4., / 60#/
94	#70 
2) 6, +
3/?#++?,/0#5/
 
3) 40#+
683/69#+. 	+
$6(##)./ 
#- +
3/?#+?O 
4) /&
+
40#(#1 3/ 	  9..O 
%&)./#9.	) +
 	93 
	7.!)	/*# .(#
$ 
 
 2.1.2 ,		-	' 	% (-	$) 		+ 
 1 ) '!. (4) (, 7#,( 7/1-2 5	4 !6 
#!#0#'	., #,3.!(15'.3" .,+, /3607'	., 
1 ) (, a..!	+  0# 	 15 .. 6.$. 2533 ?,/'.( 
+ 6
 "' 9.(,63( 8   
#./	 !+  
?,/'.( 1   ?,/4	?,/'.( 1   '//, /#	59 1   '//
, / 2   '//, /61 2   +
6( 1   .6 2.1 
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6 2.1: +??# (#1 ) (, 
 : 1 ), 2552  
  
2.1.3 0123! *1&	4 ,		 
 ?R(#1  9 4. )./+ "4U##6, "4
+	, 
"4U
'!, 	++5., 40#,  ., 
4	+

, 

 +
. (ATM) .
#. (1 ), 2552() 
 1) $*5	6!  
##

773/34/5	 "4U##6 
!  
5  /###

7 +
5	34/'
'! 34/4!
 2 )./
3' 34/#02 (#1  	 ,"4U##6)./ 34/"4
60#.4!
 1,9 0##02)./ 
 1.1) "4##6  1 (TMB No Fee Saving Account) 
 "4U##6 /##. 0#3"4(7! 20,000  
60#1
943	/ 1  # ' 9# 0#!15?#- 
#-#+7 (TMB Electronic Banking) 5 4#  0#   
?,/'.( 
?,/4	?,/'.(./1  
'//, /#	59 
'//, / 1 
'//, / 2  
'//, /61 1 
'//, /61 2 
6( 
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(1)  0# ATM (Autometic Teller Machine) 
(2)  0#U#9 (ADM) 
(3) TMB Internet Banking 
(4) TMB M-Banking (Mobile Banking) 
(5) TMB Phone Banking  
1
94  1!15? #- #-# + 
7 '!	 20  7#.0# 7 1,9  4!
  . 9#"4 9#
1  9#'	. #.,/ ATM 1 #0 
 1.2) "4U*	6 (TMB Saving Plus) 
 U
##6 # 	 5/ #
#553
	 20  (##.U 0#z/# 6 .0# )!	 5,000  9.)	
.0#.#55 ,5.) 500,000  #.

	U 9., /)/# 

3.  5/ #,"'#55 4	 ,"#		
 
@ 6,.## 0#5666	74 )	, 0#,!/
 )	 %6 
 1.3) "4U%%5( (TMB Senior Account) 
 U##6 !5  #57+ 55 :(7) )./
?#+,	U"4##6	) #.#76(7 0.25% '#
.#7U##6 6  0#3"4(7! 10,000  
 1.4) "4U ##61' 
 "4##65. ,U "4 Statement &z6

, /5  )/#5. ,U& "4##6#1
946$%
+(7 ). #.#7##.  0#3"4 U )./.#7
,(7 
 1.5) "4U##6  #-  69 6 (TMB Payroll Plus) 
"4##6!5, /.0#?1   
 1.6) "4U##6  #-  * 	7 6 (TMB Security Plus) 
 "4##6!, /5  1.53.
6 #5	 40#, /%6,#5	 9. 34/ 
ATS 60#4!
 *07#-( 1 9.?%6  
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 
 ATS  0# 4!
 *07#-( (#%6 !5
4 ./	9# *07#-((/"4##6(#5 
 2) $	 
 "4U
+	 
#./	 "4
+		) +

"4
+	#1e .
#. 
 2.1) "4
+		) (Current Account) 
  "4U' 00#	 0# !'/(#"49.'
4- (#1  
?,/!15'5	
'!60# 	 #	+
#. 
"4)5. ,U +'
3+'/."4 (Statement) 3/5.0# !5  
1.! ATM 60# 	
.	3#)./ 34/4!
 1,9 )./ 
"4).#7 34/5.4- )./ 3 +  0# 10, 20 +
 50 z  4- z
 15  
 2.2) "4
+	#1e (Current 3 In 1) 
"4
+	)./.#7   6a."4(7! 10,000  ) 
6 7!
40#)./ 
!15' +
?,/5	
'! 9.
34/4- 3'+
	'#15'3+'/."4 (Statement) '
1 57.0# 
 3) $*5	 	 
 "4U
'!  3 
  0# 
 3.1) U
'!	) 
U1 '
' 00#7

	!.)	/  9.5.0#3 
U& +
 3 .0# 6 .0# 12 .0# 24 .0# +
 36 .0# 0# 
!.1 '
 !	.#73+
#.U3/
$1   	U 
 3.2) U
'!
6 

.U!5, /# U
'!
 24 
.0# , //#U.0#5.0# 7+ 10,000 x 25,000  /#U3/  
24 .0# , /'
)./1e	/%')./.#7U ()%  ')  
 3.3) U
'!61 
U
'!#.#76$% 1 '
' 00#7

	!. 
)	/ +
 3 .0# 6 .0# 12 .0# 24 .0# +
 36 .0# 0# !.1 '

 !	.#73+
#.U3/#!. 
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 4) 7*% (TMB Bill of Exchange) 
##9.1  %
,/0'
44 	 
+1 ##3/'
%
 t9#0#))./w +34/6 7!

	40#1 )./ %
		+5+5. 
0#?#+)./

	/#7
#5 7, 14, 21 	 1, 2, 3, 6, 12 +
 36 
.0#  
 5) *$H 
 40#1 )  4 
  0# 
 5.1) 40#60##,#$ (TMB Easy Home Loan) 
 40#60#*07#/6/#. # 6439  /#45. #9. 
,/#,#$.(## 	7##,#$ 
 5.2) 40##,#$#
  (TMB Home For Cash) 
 40##
 60##59 9 	5   (Multi Purposed) 
3,+	,/ (Term Loan) +
	,/"4 (Overdraft)  
 5.3) 40#60##,#$9 )+* (TMB Re-Finance Home Loan) 
 40#60#3/, /?#4!
/+
.#7
#0)+/	)/#	 3 : () Front End) 
 5.4) 40#)
 
 - #- + 4 , 9 40##
 3,+(#	,/ 
Team Loan !5  1. 60#34/3#59  9  9.)/#34/6 0#
5   7!
 +
 !	.#7+/..#. 
 - #- * # 40##
  40#9#
	,/3,+(#	40#5	 (Revolving Credit) +
	,/ (Term Loan) 
!5  1.
7'40#)
 +
5   7!

#03,+,/ 	40#5	 0# . 
 - #- ..7+ 4 40##
 3,+(#	
40#5	 !, /5  1. 60#34/3#59  9 	5   9., /
)'!/#6 0#5   7!
 
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 6) *% 
   . 
#./	 
 6.1) #+
  (VISA Card/Classic, Master Card Gold/Classic) 
 .7+
# 	40# !4!
  /+
./ / 0# VISA Card +
 Master Card )./	9 +
.'
,/ATM 5,/ 0# Plus 9.	/ 1: +
#.46 
 6.2) +6 (Platinum Card)  .	40# !
4!
  /+./ / 0# VISA Card +
 Master Card )./	
9 +
.',/ATM 5,/ 0# Plus 9. 1: 
6.3)  .+$ (TMB Top Brass Card Platinum)  . 
"%(#62 60#47?,/3".
	9 #"4
,5.$7+ 6# (6$%) 	# (6$%) (7) 9.	/ 1: +

#.46 
 7)  $ 
 +
4	1 )  3 + .
#. 
7.1) 
4	+ 15/8 !
4	   0####,+ 
 60# 5/ #)./(# # 	 60#$%5 60#-##60## 0##
%#5# 	5(  
7.2) 
4	+ 99/8 !
4	  0####,+ 
 60# 5/ #)./(# # 	 60#$%5+ 		33/ # 	 +

 3'+? 	 5/ ##.46 0#0##5  99 : 
7.3) 
4	+ 10/5 !
4	   0####,+ 
 60# 5/ #)./(# # 	 60#$%5 60#-##60## 0##
%#5# 	5( *07# 	 5/ #6)./ 60#4.4)./ %	3
96 
  7.4) #- +#- *.-+   5/ ##55 4!
6 599  '

)./ 5/ #3/ 	 5/ # 100% ?,/(##
'
/##5
	 16 : x 60 : 
5(6+(-+ )	3.	6+
)9 
'!	 6! Healthcare Card 
6/#
'!	
44)03/963 0#(	 20 +	
$ -
%9.)/#!#'#  %6##55+
 7 ,5. 
5,000  0#(/%#0#'#55 
 12
  7.5) #-  5// ?R##!, /40##,#$7
.+
3 60#/ 	3'3//(# 5+
 # 	 . 	3
,"/ .
'
.(7 # 	)	#
)'
.(7 
  7.6) #- + *#. !
+," , /)/#	
##)  2  	 5/ # 9 
- +
4.4)./ ('# ' ') 1#52 
+
)/#	'5(6 
 8)  1! 
 #- ##+  +? 5/ # +
6...  
 9) *% (ATM) 
  9.1) .  Basic #534/   5  :    1 100   
 1: 200   1# 0# ATM (#1 '	. 10 
/ 1# 0# ATM (#1 3'	. 20 /
 1#+
##. 0# ATM 1  7+ 
5 /) ("43 . +
R) 5 /  1#' 0# 
ATM 3
$ 0#  0# ATM ))./#,3 ATM Pool 4 AEON 
 9.2) . No Limit Next #534/ 3 :  1 200  
 1: 200    1# +
##. 0# ATM 5
1   1#' 0# ATM 3
$ 0#  0# ATM ))./#,3 
ATM Pool 4 AEON 
 9.3) . No Limit #534/ 3 :  1 500  
 1:  1# +
##. 0# ATM 51 
 1#' 0# ATM 3
$ 0#  0# ATM ))./#,3 ATM 
Pool 4 AEON 
 
2.2 NOP*(	6Q6R 
 2.2.1 	-		6Q6R 
  	66#3'@''! "
?# 	!-'(#5
T	)	/#
16  #?')./###+',3'0#
 	/#(#+
5  3+	(
    	66#3'9.	) !3
%#%	 Satisfaction +
?,/3/ 	 !	 t 	66#3'w 6#5)./.7 
 13
 	66#3'0# 	6#3' (Satisfaction) 6'5./'	 Chaplin (#/3 
16 45	& 2539, / 8) )./3/ 	)	/	   	,/ (#?,/#

)./'(/).#(#37  
Oskamps (1984) (#/3 # 4	 2541) )./	)	/	  	66#3'
 	#, 3   0# 
 1.  	66#3'   6?O')./)5   .	)	/ 
 2.  	66#3'   
.(# 	!-') 	/# 
 3.  	66#3'   )./### 5 (#5   
Davis,W. (1967) (#/3 # 4	 2541) )./3/ 	(# 	66#3'
)	/	  	66#3'.(75     0# 	/#607&7 +
'3'
)./## 6	 	66#3'(#5% 	6'
('. 	
 . 0# 	
	
	 0#	
).530#('.2 .	
##))./5%#)./ 	66#3'3/# 
 6	\ ,* (2539) 5)./	 	66#3'  6##
# 
#(# +
6+	./#3!## 	/#(#
5  7 
 ' 	(# 	66#3'.	6#'
5)./	  	66#3' 6#3' 
4#3' 6	 	66#3'(#5% 0# 	6'
('. 	 . 0# 
 	
	
	 0#	
))./.563 *0#5%('. 2 
.	 )./+/	 5%#)./ 	66#3'3/# 0#7## 	
/#607&7+
'3'(#5  7  	66#3'R#34/!
	. 56(#3/(#5   	0## 2 
 
 2.2.2 %*(	6Q6R 
 '63+! * (2540) 		 5% 	+3+
5   73./
  	 .  	/#30#2 5  4#0#66#3' #''
#
5  )4#0#)66#3'-)./  	4#  	66#3'  	)4# 0# 	)
66#3'70#(# 	 .- $ +
5  '
6,/

# 5   
 14
'
 	66#3'0# 	/#2)./## *$ 3	 3
(/ ))./##-'
. 	)66#3'$ 3 
  	66#3'(#, /  0# 
. 	,/ 	 .	(#5   +  
3 
.  	/#) 	 .	, /#. 	)66#3'  	
/# 	 .	, /#66#3'    +/	 	 .	   , / 	6
6#3'6(7 
  	66#3'   	,/ 	5(0#)./?!-' 	5)	'

7.(# 	/#0#6	  	66#3''
.(7 +/))./73')	/
 	 .+
 	)66#3'-'
.(7 
  	6 \!#! (2545) 	 	66#3'3!)	/	 	,/
4# 0#6#3'# 
#+
',3'3./2(# +
?,/O7)./
##(# 	/# 
 66]! ( (2546)  	66#3'(#?,/315'2 7
'
615'), 	!-'3.!15'9.	.?.!(#15''

?3/
169.	(## .(7 	7 	66#3'(#, /-,(7./	 
, /'
. 	66#3'0# /0#72 	/#0# 	 .
(#, /7# 5?/#	. 56+
 	66#3'(#, /0#'60#'
,/
 	,/  	(/3', /#(#15' 60#'
+'+')./	#
) 0#  	'! 	
  	/#+
 	 .	(#, / 60#'
. 	(/3' . 0# 60#
	'#, / .	60#5 56+
 	66#3'(#, / 60#?
.(7!),!)(7 60#3/,/	3@''515'.!7#)/ +
'
'5.715''
5/),'5.3.5./60#
5(/
	5+
68#
#0#  
 3$%	 	66#3'7))./'!.#,z6
$% 	66#3'#
(##7 +,!)$%34O61  9.z6
3%

	(/#3/
#)./	5   2 U|  0# U|+ )./+?,/#!'
/33/ U| 2 )./+ ?,/ 9.$% 	66#3'(#
?,/#3/(#?,/3/)./ 9.+ 	 	66#3')./ 
3 %
  0# 
 
 
 15
  	66#3'  6?O')./)5  )./ .	)	/ 
  	66#3'  
.(# 	!-') 	/# 
  	66#3'  )./)0### 	/# 
 ' 	7 3 .	 -	'
!),68%d	./	 	66#3'
# 3 %d! "  0# 5%d 	 .	 5%d 	/#+
5
%d 5  
 
 2.2.3 NOP*(	6Q6R 
 Bemard (1968) (#/	) 0#, 2551) )./	 ',3'34/
 0#
5/5  3/. 	66#3'3)	/ 8 
  0# 
1) ',3'	5  )./+    (# 0#	
3/+?,/O 
#+  4.4 0#	()./O3/+	7#. 
2) ',3'9#(#5  34	5  ',3'! "4	 	 
	0#3!			5 6
',3'9#75 '
)./
+ 4 ,  34/16$% / 
2) 66  +	./#3O )./+  
!  0#0#! #!	 	
.	3!2  *##3/.
 	5(3! 
4) ?
94#5.   6(#	# 	/# 
(#5  ./ 	 ,3')./+.U:0# )./9#4	0# # 	# +

?,/#0 7)./+. 	.#	 
5)  	..,.3'3      	61z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 Aday and Andersen (1975) (#/	)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.(# 
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	(/# 	6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	)./ 
(/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 	6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1)  	66#3'# 	
.	)./ (Convenience) *+##  
34/	# #3 )./%.,+0# 	/# +
 	

.	)./3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 2)  	66#3'#
(# (Coordination) *+
## 
  (1) )./5
 	/# 
  (2) 3/ 	3'7+
'3' 
  (3) .? 
 3)  	66#3'##1$ 	3'(#?,/3/ (Courtesy) )./+ +.
#1$.#(#?,/3/ +
+. 	3'	3 
 4)  	66#3'#(/#,)./' (Cedical Information) 
 5)  	66#3'# 56(# (Quality of care) 
 6)  	66#3'# 34/'0#34/ (Out-of pocket cost) 
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	 	66#3'3
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 2)  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
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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/##!' +
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!	+(*(	%	6Q6R 
 $6   1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  0# 	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5
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 	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'
	.#0 +/	'
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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  		 /34/	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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)./##+ +
@"#0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# ! # 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)- 0#'

94'	.)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% 
1) /+#  
  	17
9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 , 6
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6#3'#3. 0#?,/?

'?,/9 2 -34/
+#3	. 	66#3'(#, /)./ 
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)- -	../	+#-(/#
 *(/#7?
# 56(# 0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/#(/3' !3/#
)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+#7)./?
'# (Response rate) (#?,/#
+# //#!3/#''
)
/#
4/# *'
	30## #) 
 7?,/##''
!+#)  !3/)./(/#,) /	 0##'!3/(/#,
?.6.'(#?,/#  
 2) %  
 %)./,++#  %# 7++
'!	?,/,%3+
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34/
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1%)	/.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 (1) %		 (Personal Interviews)  
 %		'
.(7/#	) %/ 0#
#''
*07#(' %+734/	)34/	) 15  
(/#,'
34/3	 
4 !3/34/5	# #(/ 0#'
%6	#	!3/(/#.3#1(/# !0#
#.3
%)./ ?,/%#)./ 34/#52 3
%)./ 4 6  +	(/#(#% 0# 34/', 9.z6
//#
%3)2  34/', /##$?,/%UU. )
 !		2 0#%4)./ 6
)/ 	61
)./.66#3

	#7 +
@"0#/#
# %z6
?,/
#5"3/%7#''
.# )./ 
 (2) %9$6 (Telephone Interviews)  
 	10.5'%+		  0#4	. 34/')./ 
9.z6
#3. 	# #% #)/# 
0##1)./#0#/+# +(/# 0# !/#7 

4 )/##1 6
0#3/(/3'	%+		 #'7
/#34/

	) 6
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%9$6)./ 4 5!#/ /.9)#-'

	, / 0#'	6?#(#, / +
'
!3/, /)66#3'   
 (3) %4 (Depth Interviews)  
 	13(/#,4?% '

5/3/?,/,
%+. 	 .  	40# ' '
#1)./ !3/)./(/#, 7?,/	'))./
 .		'
)./ )./ 	,/32 	 /0#(## ,/@''2 #'?
# 	66#3'(#, / !3/(/3'
	.3'(#, /30#*07# / !
3/(/3', /+
 )./	%		 %9$6 0#34/
+# %+7/#34/

	  7#4	9 !3/-(/#,)./
) .7/#
55	#3/4.'	/#5	#
#
) 4 , /
@''5 , /3#  (0#5T3!.) ?,/4	4" 0#?5 
#'7/#.,%
(#?,/,%4 #5) 6$#
) 
 $%&'
#) 34/ /0#7#) 	4	#) +
#02 (/#.(#	17#
	)(//  0# )./
#. #')./
#.?,/%) +(/#(#
%4 0# 34/	 9.z6
#/34/ 0# !(/#,##'
 0#	  34/', #')./5	#)	+
4 
 (4) %+5 (Focus group)  
 %+7'
34/?,/9 +5  	?,/9 +
415' '

#./	?,/,%
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 4!
7,/ 4!
  / +
4!
 1,9  /'!	 120 	# 
*5	#)./
'34		a.!(#1  3.0# . . - .6. 6.$. 2553  
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3) -		(/#,&, ?,/	')./!-		(/#,9.34/+ 
# 49 / (Structured Questionnaire) /(760#	.
. 	66#3'
(# , /#1 ) '!. (4) (, +## 4 	  0# 
( ?	) 
	 1  (/#,607&	)  +
$%&'(#?,/#+# )./+  
6$ #5 6 $ 
.$% #46 +
)./ 
  	 2  %
34/ 4 

	, /  	
334/ 
(#34/ 
  	 3  	66#3'334/ ./?R2 (#
1  )./+  	(#?R #.#7+
 1 +
./
O(#1  )./+  	6 !7(#1  
  	 4  @" #5 +
(/##+
334/ 
!(/#,./ 	66#3'(#, /(/34/./U1   
)./!.R3	.
. 
+## 5 
. .7 (, '"'

,, 2551) 
 
 
. 
+    
. 	66#3' 
5 66#3'5. 
4     66#3' 
3 66#3' 
2     66#3'/# 
1     66#3'/#5. 
 
 4) .#+# 
  ?,/	'!+#).#%5	# '!	 10  60#	' 
# 	(/3' +
 	4.'(#+#'7!5 +
+/)(+# 
60#3/ # 5
.-2 (7+/	'!+#7)!%5
	#' 
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3.2 ,	*	-!(+ 
 !(/#,		)./'+#	'# 	, +
 	,/#
9.34/9+!-', +
 2 9.	134/3	 
(/#, 
#./	 
	 
46 (Descriptive Analysis) +
	 
4 (Quantitative 
Analysis) .#)7 
3.2.1 	*	-!(+*$62	  
	 
46 60#$%%
  +
$%&'(#, / )./+ 6$ 
#5 $% 6 $ 
.$% #46 )./  	 .- +
(/#,
	 	66#3'3./2 (#, /(/34/(#1  3./	
6 ./ ./?R(#1  9.34/# )./+ +'+' 	 
(Frequency Distribution)  z (Mean) +
 /#
 (Percentage)  
!	 
 	66#3'(#?,/34/(#1  )./34/R
6''  (Mid Point) .7 (, '"'

,, 2551) 
 

. 
+   + 	 
4.50 x5.00    66#3'5. 
3.50 x 4.49   66#3'   
2.50 x 3.49   66#3' 
1.50 x 2.49   66#3'/# 
 1.00 x 1.49    66#3'/#5. 
  
 3.2.2 	*	-!(+*$ 	2  
?,/	')./34/) + 	 (Chi-Square statistic: χ2) 60#.# 	#
#
 (Independence Test) 
	@''  $%&' +
6(#?,/34/./
U(#1 *	+#
 (Independent Variables) 
. 	66#3'(#
?,/34/./U(#1 *	+ (Dependent Variable) (6 3.1) 
 	+#
 )./+  
- @''./   0# 6$ #5 +

.$% 
- @''./$%&'  0# #46 +
)./	5   
- 

	, /1  
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	+ )./+ 
. 	66#3'#34/ 3 ./ 9.0# 	
66#3',5.(#+
./6
.-.	  0# ./	6 
.-		'56 
(/3' ./  
.- 	
.	(#'#.  +
./?R1  

.- 	4.'  	,/#"435.U 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
         
    
6 3.1 #+	 .3	 
 	61
	@''  $%&' +
 
 634/ 	66#3'(#?,/34/ 
@''./  
- 6$ 
- #5 
- 
.$% 
@''./$%&' 
- #46 
- )./	5   
34/ 
- 

	, /1  
 
 	 
 	66#3'#34/ 3./2  
3 ./.7 
   - ./	6 
.-		'56 (/3' 
   - ./ 
.- 	
.	(#'#. 
   - ./?R1  
.- 	4.'  	,
/#"435.U 
 31
.#& (Hypothesis Testing) (7#.7 
 1. 7&3.# 
Ho1 : @''./ ) 	61 	66#3'(#?,/34/ 
HA1 : @''./  	61 	66#3'(#?,/34/ 
Ho2 : @''./$%&') 	61 	66#3'(#?,/34/ 
HA2 : @''./$%&' 	61 	66#3'(#?,/34/ 
HO3 : @''./34/(#?,/34/) 	61 	66#3'
(#?,/34/ 
HA3 : @''./34/(#?,/34/ 	61 	66#3'(#
?,/34/ 
 2. !.! " α = 0.05 
 3.  !	  χ2./	9+!-', 
 4.  !	  P-Value ./	9+!-', 
 5. 5?.#  0# /  P-Value /#	  α '
O1 Ho 0## HA 
+.		+7# 	61
.! " α = 0.05 /  P-Value 
	  α '
# Ho 0#O1 HA +.		+7#) 	61 0#
#
#
.! " α = 0.05 
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 4 
0	1 	0 
 
 $%0# 	66#3'(#, /334/ 1 ) 
'!. (4) (, +$%## 5 
.-  0# 1) %
 +

$%&'(#, /1 ) (, 2) %
34/(#, /
1 ) 3)  	66#3'(#, /334/1 ) 4) 
 	61
	@''  $%&' +
634/ 	
66#3'(#?,/34/ +
 5) @" #5  +
(/##+
33/
(# 1 ) (,                                                                                                                             
 
4.1 O2	*\Od+(	 
4.1.1 O2	+(	 
 ?	 
%
 (#, /*
#./	 6$ #5 6
 $ 
.$% ,! +
! 
#.+.3 4.1 
 1) *6\  
  , /1 ) (, 6$4  ./#
 54.2 +

6$" /#
 45.8  
 2) 	 
  , /1 ) (, #5z 37.46 : 9.#5/#	 30 : 
 ./#
 33.3 ##5
	 31 x 40 :  ./#
 30.80 : #5
	 41 x 50 
:  ./#
 23.40 : +
#5	 50 :  ./#
 12.50 : +.3/-)./	, /
(#1 3@''5#,3	!4	#5$63! 
 3) 	1	6 
  , /1 ) (, 	3"  ./#
 52.4 9. 
 ./#
 44.2 +
0#/  ./#
 3.4  
 4) \		 
  , /1 ) (, 	3"0#$651  ./#
 
74.2 #0#$#  ./#
 24.1 +
0#$   ./#
 1.7  
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 5) %	\QO	 
  , /1 ) (, 	3"$%
.""0#
,	  ./#
 45.8 #$%
.1$%0#!	
.1$%  .
/#
 29.2 +

.#5""  ./#
 25.0 '?	 
'
+.3/-	
, /1 	3"$%(7 *, /$%.'
	 
#
.3'0#34/1  
 6) 1+	*	 
  6	, /1 ) (, 	3"#,3#!#0#,  .
/#
 63.3 #!##023'	.,  ./#
 19.1 +
 '	. #4 
'	.( '	.65 0#'4'	.,  ./#
 17.6  
 7) 			 
  , /1 ) (, 	3"!3($0#, 
 ./#
 42.5 +
!#023'	.,  ./#
 57.5 0#'1 6
(.	3'	., , /	3"'#,3($ 
                                                                                                                                                                                                                             
		 4.1 O2	+(	,		-	'   
		 	 ( 
          (n = 120)   
*6\         
  4     65 54.2 
  "     55 45.8 
	 ( g)             
  ≤ 30     40 33.3 
  31 - 40     37 30.8 
  41 - 50     28 23.4 
  >  50     15 12.5 
*h 37. 46 
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		 4.1 O2	+(	,		-	' (&)   
		 	 ( 
          (n = 120)   
	1	6       
  9.     53 44.2 
       63 52.4 
   0# /     4 3.4 
\		       
  651     89 74.2 
  #     29 24.1 
          2 1.7 
%	\QO	       
  1$% 0# !	     35 29.2 
  #5""     30 25.0 
  "" 0#,	""     55 45.8 
1+	*	         
  #!#0#,     76 63.3 
  #!# 	     7 5.8 
  #!#+6     4 3.3 
  #!#
,     4 3.3 
  #!#5	/     4 3.3 
  #!# 	9.     2 1.7 
  #!#
     2 1.7 
  '	. 4 '	.( '	.65     21 17.6 
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		 4.1 O2	+(	,		-	' (&)   
		 	 ( 
          (n = 120)   
			       
  ($0#,     51 42.5 
  ! #(5.     27 22.5 
  !6     18 15.0 
  !!
     16 13.4 
  !z5     4 3.3 
  !!+6     3 2.5 
  ! 	
#     1 0.8 
 
 4.1.2 O2	*\Od+(	 
 ?	 
%
$%&'(#, /1 ) 
#./	 
#46 )./	5  )./(# # 	 '(# # 	 +

7 ( 4.2 ) 
 1) 	$6 
  , /1 ) (, 
##466+
,'/% 
3.	5.  ./#
 35.8 ##46(/4+
6&	' 
 ./#
 31.7 '/(#'+
 /(  ./#
 25.8 #46'/	) 4.2 +

#46%  ./#
 2.5  
 2) 	'%(& 
  , /1 ) )./z#.0# 22,620.92  	 0# 
).//#	 10,000   ./#
 31.7 #)./ 10,001 - 20,000   .
/#
 30.0 )./ 20,001 - 30,000   ./#
 22.5 +
)./	 30,000  
 ./#
 15.8 
 3) 	'%( 
  , /1 ) (, )./	(# # 	z 56,500.83 
#.0# 9.)./(# # 	/#	 30,000   ./#
 47.4 #
)./	(# # 	 30,001 - 50,000   ./#
 24.2 )./	(# # 	 
 36
50,001 -70,000   ./#
 9.2 +
)./	(# # 		 70,000   .
 19.2  
 4) 	&	 
  , /1 ) (, '(# # 	z 17,538.33 
#.0# 9.'(# # 	/#	 10,000   ./#
 48.3 #
'(# # 	 10,001 - 20,000   ./#
 26.7 '(# # 	 20,001 - 
30,000   ./#
 15.0 +
'(# # 		 30,000   ./#
 
10.0  
 5) 1	-a 
  , /1 ) (, 
7z 9,701.75 #.0# 

7/#	 5,000 #.0#  ./#
 30.8 
74	 5,000 - 10,000 
#.0#  ./#
 33.3 
74	 10,0001 x 20,000 #.0#  ./#
 
23.1 +

7	 20,000 #.0#  ./#
 12.8 
 
		 4.2 O2	*\Od+(	,		-	'   
		 	 ( 
          (n = 120)   
	$6         
  6/,'/%    43 35.8 
  (/4/6&	'     38 31.7 
  '/(#' +
 /(     31  25.8 
  '/      5  4.2 
  %      3  2.5 
	'%(& (	/*%H)        
  ≤ 10,000     38  31.7  
  10,001 - 20,000      36  30.0 
  20,001 - 30,000      27  22.5 
  > 30,000      19  15.8 
*h 22,620.92  
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		 4.2 O2	*\Od+(	,		-	' (&)   
		 	 ( 
          (n = 120)   
	'%( (	/*%H)       
  ≤ 30,000      57  47.4 
  30,001 - 50,000      29  24.2 
  50,001 - 70,000      11  9.2 
  > 70,000          23  19.2 
*h  56,500.83 
	&	 (	/*%H)       
  ≤ 10,000      58 48.3  
  10,001 - 20,000      32  26.7 
  20,001 - 30,000      18  15.0 
  > 30,000      12  10.0 
*h  17,538.33 
1	-a         
  )     42 35.0 
         78 65.0 
	-a (	/*%H)     (n = 78)  
      ≤ 5,000     24 30.8 
     5,001 - 10,000     26 33.3 
     10,001 - 20,000     18 23.1 
     > 20,000     10 12.8 
*h 9,701.75  
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4.2 O2	R$(			*+(	,		-	' 
 %
34/(#, /1 ) 5)./.7 ( 4.3) 
 4.2.1 (+*Ha(*	R$(	+(	 
 1) 		$R* j+(	,		-	' 
  3 # 	(#, /1 ) 4, /1 z 2   
9.4, / 1    ./#
 53.3 , / 2    ./#
 33.3 , / 3 
   ./#
 7.5 , / 4    ./#
 4.2 +
, / 5    ./#
 1.7  
 2) 	$*5	,		-	' 
  3 # 	(#, /1 ) '!	"4U1 
z 2 "4 9."4 1-3 "4  ./#
 82.5 "4 4-6 "4  ./#
 15 +

"4	 6 "4  ./#
 2.5 
 3) *-0*HR$(,		-	' 
  5?, /0#34/1 ) 0#'
63/ 	#  ./#
 63.3 #,3//+
3/!  ./#
 56.7 
3'3 	 (#1   ./#
 50.8 '#.
.	  ./#
 13.3 
#02 #4 "6 #.#7U',3'  ./#
 12.5 
 4) *		* j+(	 
  , /1 )

	, /(#1 5.34	
) 5 :  ./#
 55.9 , / 6-10 :  ./#
 23.3 , / 11-15 :  .
/#
 12.5 +
, /	 15 :  ./#
 8.3 
 5) 	R	*(		R$(	 
  , /1 ) 	3(/34/ .0#
 2  7  .
/#
 32.5 (/34/ 1-2 	#.  ./#
 36.7 (/34/ 3-4 	#
.  ./#
 25 +
(/34/5	  ./#
 5.8 
 6) *	R	R$(	&a 
  , /1 )	3"'
34/	3	3" 10 
+  ./#
 88.4 34/	 11-15   ./#
 5 +
34/	 15   .
/#
 6.6 
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		 4.3 O2	R$(	+(	,		-	'   
		 	 ( 
          (n = 120)   
		$R* j+(	,		-	' ()      
     1     64  53.3 
     2      40  33.3 
     3      9  7.5 
     4      5  4.2 
     5      2  1.7 
*h     2 
	$*5	,		-	' ($)     
     1 - 3     99 82.5 
     4 - 6      18 15.0 
     > 6          3 2.5 
*h     2 
*-0*HR$(,		-	'*       
    63/ 	#     76 63.3 
    #,3///3/!     68 56.7 
    3'3 	 (#1      61 50.8 
    '#.
.	    16 13.3 
    #02 4 "!1 , !(/.0#       15 12.5 
*		* j+(	,		 ( g)       
    ≤ 5     67 55.9 
    6 - 10      28  23.3 
    11 - 15      15  12.5 
    > 15      10  8.3 
-	*- * -	Q*H'%(	&	 1 ( 
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		 4.3 O2	R$(	+(	,		-	' (&)   
		 	 ( 
          (n = 120)   
	R	*(		R$(	        
  .0#
 2  7    39 32.5 
  1 - 2 	#.     44  36.7 
  3 - 4 	#.     30  25.0 
  5	      7  5.8 
*	R	R$(	&a (	)       
  ≤ 5     53 44.2 
  6 - 10     53 44.2 
  11 - 15     6 5.0 
 > 15         8 6.6 
-	*- * -	Q*H'%(	&	 1 ( 
 
 4.2.2 O2	+((+&		*,		 
 , /,/(/#,	1  '9$  ./#
 87.5 ,/(/#,'
'//1   ./#
 70.8 ,/'T9%  ./#
 45.8 ,/'60#0#
"  ./#
 43.3 ,/'##-  ./#
 34.2 +
,/'0#66  .
/#
 34.2 ( 4.4)  
		 4.4 	+((+&		*,		-	' 
-&(+&		* 	 ( 
          (n = 120)   
    9$     105 87.5 
    '//1      85 70.8 
    T9%    55 45.8 
    60#/"     52 43.3 
    ##-     41 34.2 
    0#66+
	2         41 34.2 
-	*- * -	Q*H'%(	&	 1 (    
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 4.2.3 	,		+(	,		-	'R$(	 
 ?$%%
(#1 , /1 )34/ 5)./
.7 ( 4.5) 
 1)  *1	+(	R$(	 
   #'34/U-# +
9#+/	, /1 ) 
(, 34/34!
  /+
  ./#
 25.8 4!
,/  ./#
 
18.3 4!
 
4	+

  ./#
 15.8 +
*07#(#5  ./#
 0.8 
@''51 )+,+9., /1 )/##
+#U-#-9# '!3/, / 	
.	3 
 2)  *1*5	 
   , /34/
U##65.  ./#
 99.2 U

'!  ./#
 15.2 U
+	  ./#
 15 +
U
	+
+5.U  ./#
 2.5 
 3)  *1**b 
   , /1 ) (, "4U6/###-  ./#

 91.7  3'!	70#34/ ATM No Limit  ./#
 73.3 0#34/ ATM Basic  .
/#
 15.8 0#34/..7.  ./#
 9.2 0#34/ ATM No Limit Next   .
/#
 1.7 , /1 ) 0#34/ ATM No Limit 5. 0#'

94(#
7 0# #)./5,/ 51 	
$)/#
 1  
 4)  *1	**b 
   , /1 ) (, 34/##-,/##-	3"
0#34/,/60## #34/,/##-60#9#  ./#
 70 34/
9$6  ./#
 25 34/60#4!
  /+
 ./#
  
14.2 60#(# Statement  ./#
 3.3 6#4!
 	  ./#
 1.7 +
60#*07#
(#5  ./#
 1.7 
 5) O2	R$(	%(	$	&	(		 
   , /1 ) (, 	3"34/4!
 9$60#0#  
 ./#
 48.4 #4!
  / 4   #	# /  ./#
 42.1 4!

 	.(#%2   ./#
  34.7    4!
  .(#1 )  
 42
 ./#
 33.7 4!
  .(##0  ./#
 20.0 4!
 7

4	+

  ./#
 20.0 +
4!
 
(#$% 
4 	 !+ 	.	42 /  ./#
 7.4 
 6)  *1 $ 1,		-	' 
   
4	+

1 3/ , /1 ) (
, 	3"'
0#  0# #-  5/  15/8  ./#
 66.7 # #-  5/  
10/5  ./#
 64.4 #-  5/  99/8  ./#
 56.3 #- +#- *.-+   ./#

 50.6 #-  5//  ./#
 28.7 #- + *#.  ./#
 9.2 +
#- 
##+   ./#
 5.7 
 
		 4.5  *1	+(	,		-	'R$(   
		 	 ( 
          (n=120)   
 *1	R$(*        
  U - #/9#     120 100.0 
  4!
  /+
      31 25.8 
  4!
,/     22 18.3 
  4!
 
4	+

      19 15.8 
  *07#/(#5      1 0.8 

U*             
   U##6     119 99.2 
   U
'!     23 15.2 
   U
+	    18 15.0 
   	++5.    3 2.5 
-	*- * -	Q*H'%(	&	 1 ( 
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		 4.5  *1	+(	,		-	'R$( (&)   
		 	 ( 
          (n=120)   
$*5	6(*%/ATM     (n = 120)   
        110 91.7  
   )         10 8.3 
  *1*%/ATM *  (n = 110)   
   ATM No Limit    88 73.3 
   ATM No Limit Next    2 1.7 
   ..7.     11 9.2 
   ATM Basic     19 15.8 
 !R	R$(	*%/ATM*      
   #      120 100.0 
   9#     84 70.0 
   9$6     30  25.0 
   4!
  /+
    17 14.2 
   (# Statement     4 3.3 
   ' 	    2 1.7 
   *07#/( #5     2 1.7 
	$	&	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  4!
 9$60#0#    46 48.4 
  4!
  /      40 42.1 
  4!
 	.     33 34.7 
  4!
  .(#1 )    32 33.7 
  4!
  .(#1 #0    19 20.0 
  4!
 7
4	/7
    19 20.0 
  4!
 
    7 7.4 
-	*- * -	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	&	 1 (    
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		 	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          (n = 120)   
 *1	%(	 $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  #-  5/  15/8   58 66.7 
  #-  5/  10/5   56 64.4 
  #-  5/  99/8   49 56.3 
  #- +#- *.-+    44 50.6 
  #-  5//   25 28.7 
  #- + *#.    8 9.2 
  #- ##+        5 5.7 
-	*- * -	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	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3'!	7 + 34/1 5) /#
 46.4 1 ## 
/#
 36.6 +
1 56 /#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 17  ( 4.6) 
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          (n = 120)   
  )      79  65.8 
         41 34.2  
  #0, /34/     (n = 41)  
          1 5)     19 46.4 
          1 ##     15 36.6 
          1 56     7 17.0 
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    -  	4.'  	,/#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    -  	
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 /+
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)	/6/#		., /5 5
.)0#	, /'
#5	0#/#	6 
./ 		.-	33/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. 
+ 	6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    - 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/#./	)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      3# 39#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6# '!	66#+
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
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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 4.00  
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    - .,+% 	#.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##  3.70  
    -  	4.'(#(/#,(	 a.
$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    -  	#.3'#.6
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34/ 3.50  
    -  	
.	(#'#. 3.11  
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.$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	, /1  
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2.53 
12.05 
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NS 
NS 
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)+. 	 .-   85 70.8 
?,/+. 	 .-@"   35 29.2 
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 +
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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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  -  #)
.	0#.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 * -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          (n =120 )   
)+. 	 .-   98 81.7 
?,/+. 	 .-@"   22 18.3 
(/##+
     (n =22 )   
  - 1  	'.6'!	6    7 31.9 
  - '.607#'#.3/66#    5 22.8 
  -  	 	#9    2 9.1 
  -  	533/ 2 9.1 
  -  	'.6)#6 	,/   2 9.1 
  - 1  		'#(/# 	###?R,. 1 4.5 
  -  	. 1     1 4.5 
  - 1  	##994./#.#7+(( 
1 #0 1 4.5 
  - 4	7.0#6 #0 	##4	/#, / 1 4.5 
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	*- * -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
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,3(#!#0# /#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$0#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